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1. General Information
	Position Title:
	Unified Communications Support Specialist  

	Division/Department:
	Information Technology

	Position Reports to:
	Unified Communications Manager (proposed new role title yet to discuss)

	Enterprise/Individual Agreement:
	Individual Agreement

	Classification/Grade:
	NA

	Location:
	Based in Pelaco building in Richmond 
– required to be available to work across all Epworth sites

	Employment Status:
	Fulltime

	Resource Management 
(for Management positions only)
Number of Direct Reports:
Budget under management: 
	
No direct reports.


	Key Relationships – internal and external
	· Epworth Management: Technology, Operational, Clinical, & Corporate.
· Vendors and partners.
· End users.


2. Overview of Epworth HealthCare
Epworth HealthCare is Victoria’s largest not-for-profit private health care group, renowned for excellence in diagnosis, treatment, care and rehabilitation.  Epworth is an innovator in Australia’s health system, embracing the latest in evidence-based medicine to pioneer treatments and services for our patients. 
 
Epworth’s values define our approach and our delivery.  We pride ourselves on communicating our values and delivering on them in a real and meaningful way.  Our Values are Compassion, Accountability, Respect and Excellence. More information can be found on the Epworth website. 

Epworth’s purpose is Every Patient Matters. 

Our Vision is Delivering another 100 years of exceptional healthcare and innovation to the Victorian community.




3. Epworth HealthCare Strategy
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	All roles are linked to the Epworth strategy and are fundamental in achieving its vision and purpose.

	Exceptional patient experience and outcomes - To empower our patients and deliver compassionate, expert and coordinated care.

	A thriving healthcare organisation - To adapt and grow in a changing healthcare landscape by delivering a unique private not-for-profit healthcare organisation.

	Remarkable place to work and practice - To ensure Epworth is an outstanding place to work and practice through a culture of care 
and investment in our people.

	Digitally connected care - To innovate and improve the digital experience, interactions and outcomes for our patients, staff and doctors.


4. Purpose of the Position
The Unified Communications Support Specialistis accountable for the ongoing service stability & management of the Telecommunications, NurseCall, and Alert Paging systems at all Epworth sites. With a responsive and attentive customer service focus. This position ensures delivery of all aspects of the Telecommunications & associated systems. Including: installation, configuration, maintenance, & trouble shooting, through innovative processes designed to improve Epworth’s Unified Communications. 

High availability and resilience of these systems is key, as they have a direct impact on our quality of patient care and safety of people.

The Unified Communications Support Specialist is actively involved in the installation & maintenance of these systems and is responsible for working with all departments in the group, and users, to ensure that the overall systems function to their maximum potential through pre-emptively identifying and resolving Epworth’s needs by targeting areas for improvement in Epworth’s Unified telecommunications systems.

In conjunction with the Unified Communications Manager, this role will assist with planning, sourcing, and providing guidance towards product & services upkeep, lifecycle management, documentation, and maximising the value obtained from these systems. 

Throughout this position description the term Unified Communications, and abbreviation UC are interchangeable.





5. Clinical Governance Framework
This role is required to put into practice the Clinical Governance Framework at Epworth as every employee is accountable for ensuring that our patients and community receive safe, high quality and person-centered care in every interaction with Epworth. This is achieved through active participation in the five domains of clinical governance at Epworth:

	Clinical Governance Domain
	Role

	Leadership and culture
	Promote and participate in a supportive, fair and transparent culture where lessons from previous outcomes are learned and patient safety and quality is a priority at all levels of the organisation.  

	Consumer Partnerships
	Understand and where relevant, ensure that each patient is actively involved in their own care and treatment including families/carers wherever possible.

	Effective Workforce
	Develop and maintain one’s own competency, skills and knowledge to ensure high quality service provision and care.

	Clinical Safety and Effectiveness
	Understand and where relevant, ensure, that the right care is provided to the right person at the right time, in the right place and patient outcomes are monitored and improved.

	Risk Management
	Be responsible for identifying and reporting risks, hazards and near misses for people in our care and participating in risk mitigation strategies.  



In the context of this role, most of the involvement and impact upon items in this framework will be as a result of the systems we support, that in turn have clinical impact.
6. Key Accountabilities
	KEY RESPONSIBILITIES
	MEASURES/KPIs TO BE ACHIEVED

	Unified Communications Systems – Daily Operations
· Be responsive and contactable to issues arising within the environments and business and prioritise activities accordingly.
· Oversee and manage the organisations unified communications systems, technologies, and operations.
· Ensure the NurseCall systems are maintained to the highest of standards and compliance.
· Ensure the Telecommunications systems, and  alert paging systems are monitored and issues resolved as required.
· Manage impacts & interactions with third parties such as carriers, vendors, Tenants.
· Provide service disruption statements and reporting as required.
· Comply with OH&S requirements.
· Adhere to all policies, and regulatory requirements.
· Update and maintain information systems records, logs, and statistics.
· Act as a Tier II technical support  for all UC platforms.
· Maintain day to day support for tasks allocated by the support desk and others. Within appropriate time frames for the tasks.
· Appropriately forward / escalate tasks to other tiers of support when necessary. Within appropriate time frames for the tasks & impacts.
· Train & support Tier I, Service Desk, and end users on the UC & associated services.
· Assist in the development & up-keep of FAQ’s 
· Administer restore and back up procedures, in conjunction with Vendors.
· Administer maintain and expand systems & network infrastructure in partnership with other teams and vendors as required.
· Ensure all UC infrastructure, networks, & systems are up to date with latest patches and appropriate releases.
· Assist in the administration of user provisioning and identity management process.
· Document all UC systems, standards, specialist designs, Adds, Moves, Changes.
· Take an active role in reviewing, complying to, improving, and monitoring the security aspects of the UC systems and associated environments.
· Follow processes around and participate in change management.
· Ensure support contracts for UC services are up to date and appropriate for business uses.
· Work with user groups to clarify and define their requirements, document and deploy within the approved UC systems.
· Test Network back up and resilience procedures.
· Test, change, document Telephony structured cabling – Jumpers, repairs etc. 

· Add value & clarity in all correspondence.

· There will be some (Planned and occasionally unplanned) afterhours works, weekend works as part of this role when activities require it.
	· Delivers agreed outcomes for UC portfolio & related projects within stipulated budget and time frame.
· No avoidable disruptions to the systems at any site, and interruptions resolved & kept within KPI’s.
· Outages to UC portfolio are investigated, root causes & impacts documented, and actions taken & / or recommended for improvements to avoid impacts and outages in the future.
· Maintain awareness of overall developments in the UC and associated industries through literature, attendance of conferences, vendors, and formal training.
· All aspects of systems are maintained to agreed KPIs.
· Maintenance works are managed within KPI’s
· Backups and restores are within KPIs.
· Designs and implementations are delivered with appropriate resiliency.
· Resiliency functionality is known and tested.

	Planning – In conjunction with the Unified Communications Manager
· Collaborate with IT management and the divisional executive and leadership teams to plan approaches to the continuous improvement of Unified Communications services.
· Consider & review new innovative models internationally.
· Engage in a whole of Epworth discussions on future directions. 
· Prepare and implement detailed plans.
· System development, implementation & maintenance of Unified comms services.

	· Evidence of strong & productive relationships within division executive and leadership teams.
· Assistance with strategic & business planning provided for relevant areas.
· Innovative programs identified and approved.
· Business projects are established in accordance with organisational approvals.
· Plans delivered on time and budget.

	Personal and Professional Development
· Participates in Epworth’s performance and development processes. 
· Participates in the supervision of others in the works at hand as required.
· Participates in the orientation of new and temporary staff or contractors.
· Participates in and provides in-service training.
· Promote IT & operational best practice management.
· Provide training to staff and partners on UC services as required.
· Role model professional behaviour and services to all internal & external stakeholders and staff.
· Demonstrates ongoing ownership and responsibility  for one’s own development and learning.
· Provide a workspace that promotes personal and professional growth and wellbeing.
	· Completement of annual performance appraisal
· Participation and delivery of in-service training & meetings.
· Completion of objectives outlined in the self-development plan (provide evidence of.)
· Training of staff in relevant UC system’s specific activities when requested.

	Systems Administration and Support.
· Active involvement with the IT change Management process.
· Resolution of the operational day to day service requests requirements for UC services – in conjunction with the UC Telephony Specialist.
· Upkeep and service stability as described above in daily operations.
· Collaborate with end users and teams to design solutions appropriate for the business.
· Learn and develop infrastructure knowledge from one on one training and professional development where required.
· Assist and coordinate tasks and works programs with stake holders.
	· UC services are provided without unavoidable interruptions.
· Maintenance and service provision is within planned time frames.
· Clear, timely communications with affected parties.
· Feedback from relevant stake holders. 

	Project Management & Governance
· Provide clear regular updates to the IT management team on the status of key technology programs of work, including new and additional project requests relating to UC platforms.
· Work closely with the group project office, redevelopment, and other teams to ensure the technology works programs are well supported.
· Liaise with internal stake holders to ensure solutions are compliant & can be supported appropriately.
	· Business cases are appropriately developed.
· Projects are successfully delivered on time, in scope & budget.
· Required standards are met
· Professional relationships with stakeholders & vendors are established.
· Feedback from relevant stakeholders.

	Continuous Quality improvement
· Assist others in IT and the broader Epworth teams in improving the ongoing reliability, availability, and security of the UC systems through best practices, & compliance with organisational & security requirements.
· Maintain plans and drawings of the systems and architecture to aid upkeep, fault finding, and support.
· Maintain documentation.
· Assist with and plan, scheduled maintenance.
	· Tasks are completed accurately and on time.
· Records are maintained to agreed standards.
· Agreed projects are delivered within KPIs.

	Customer Service 
Epworth is committed to the provision of excellent customer service to all of our people, customers and stakeholders including patients and external suppliers. 
Superior patient service leads to improved healing in a trusting, caring environment and creates a safe environment for patients and employees.
· Role model and actively promote a culture of high-quality patient care
· Provide excellent, helpful service to patients, visitors and staff.
· Communicate with clear and unambiguous language in all interactions, tailored to the audience 
· Build courteous customer relationships with customers and patients 
· Actively seek to understand expectations and issues, using multiple strategies 
· Uses data (such as feedback) to identify opportunities for improvement in internal processes and systems that directly impact customer service.
· Responds quickly and proactively escalate concerns when necessary 
· Role model and actively promote a culture of high-quality care and experience by ensuring that solutions, practices and procedures are carried out with empathy and compassion

	
· Customer service satisfaction surveys within agreed targets
· Use clear non-technical jargon, in all interactions
· Compliments to complaints ratios
· Completes leader rounding to all sites at agreed frequency
· Issues are escalated to the manager and resolved in a timely manner.



	Safety and Wellbeing 
To ensure a safe workplace is provided for all employees and other personnel including contractors, agency staff, volunteers and students.
· All employees and other personnel under the guidance or authority of the manager are fully informed of the hazards associated with their work activities, adequately trained and instructed in safe work procedures and appropriately supervised. Participate actively and positively in the area of health and safety to reduce all hazards and incidents within the workplace
· Integrate and review OHS performance in activities.
· Ensure all direct reports, including contractors and vendors are held accountable for safety performance and actions

	
· Adhere to infection control/personal hygiene precautions.
· Implement and adhere to Epworth OHS policies, protocols and safe work procedures.
· Ensure all hazards, incidents and injuries are reported in Riskman within 24 hours.
· Ensure all hazards, incidents and injuries are investigated and corrective actions implemented within agreed timeframes.
· Mandatory training completed at agreed frequency. 
· Document & audit OH&S requirements in all works programs.



7. Position Requirements/Key Selection Criteria
	COMPONENT
	

	Qualifications

	Essential 
· Tertiary qualifications in IT or related discipline and or equivalent mix of education and relevant experience.
· Extensive information systems and supervisory management experience in a complex organisation, preferably within the Health Sector or similar.

Desirable
· ACMA OPEN cablers licence (Austel Licence for Telephony & Structured Cabling.) 
· Relevant post graduate qualification in Unified Communications or related discipline.


	Previous Experience

	Essential 
· At Least five (5) years hands on technical experience in Multi-site, Corporate, Government, or Health, in the support of Telecommunications, Text Paging,  Nursecall, or similar fields. 
· Demonstratable Project Management, or Project Co-ordination of relevant works programs. Including outage management, and stake holder engagement.
· Have history of defining & negotiating works such as patching, upgrades, outages, with management teams.
· Experienced in client expectation management, service delivery and continuous improvement within a best practice framework.
· Proven ability to design and facilitate workshops with business and technology stakeholders.

Desirable
· Experience with supporting onsite Voice Services.
· Voice network & IP networking support.
· Application, and or service support roles.
· Experience as user trainer, including development of programs and guides.


	Required Knowledge & Skills

	Essential 
· At Least five (5) years hands on technical experience with Unified Communications Services, covering  analog, TDM, VoIP, and carrier services.
· Demonstrated ability to manage competing priorities whilst working across multiple business as usual and project based initiatives simultaneously to consistently deliver high quality outcomes.
· Excellent relationship management and consulting skills with demonstrated ability to develop effective strategic relationships with key stakeholders and colleagues 
· Ability to demonstrate strong negotiating, interpersonal and written communication skills.
· Demonstrated capacity to conceptualise, develop, implement and review the implementation of significant complex systems and applications.
· Demonstrated ability to develop and manage effective relationships with executive, senior business and technology leaders.
· Excellent planning and organisational skills, managing multiple deliverables simultaneously.
· Excellent written and verbal communicator, particularly in terms of presenting complex concepts to non-functional stakeholders.

Desirable
· Experience with Unify Openscape, (formerly Siemens) platforms.
· Experience with Nursecall, ideally Hills or Rauland platforms.
· Experience with Spok Paging, or paging alerts to Phones.
· Understanding of information systems environments in the Health Sector, including the functional and non-functional use of these systems.
· Experienced in project management and Quality Assurance practices.
· Experience in implementing and integrating complex information systems.
· Knowledge of information systems support practices and ITIL across a wide range of enterprise information systems and related technologies.
· Familiarity with industry standards such AS3811, ACMA Cabling rules, and Dept of Health standards.
· Demonstrated ability to engage, influence and negotiate program alignment to the strategic direction for domain areas, particularly contributing to sound successful program establishment phases, where delivery approach, estimations, resource identification and risk mitigation are addressed.

	Personal Attributes & Values
All employees are expected to consistently work in accordance with Epworth’s values and behaviours 

· Compassion
· Accountability
· Respect
· Excellence

	Essential 
· Show commitment to delivering the best customer outcomes. Take ownership.
· Be actively both Hands on and Management. Help others when you can.
· Be efficient and strive for cost effectiveness.
· Ability to work autonomously where appropriate, but to proactively engage with/escalate matters to the Epworth Management when warranted. 
· Adaptable - comfortable with navigating uncertainty and applying structure where required.
· Forward thinking – anticipates, sets goals for future and looks for enterprise needs.
· Persuasive – enjoys influencing and working with people.
· Consultative – works with wide range of stakeholders, consults widely to ensure decisions land well.
· Analytical – ensures independence and data behind decisions.
· Resilient – Overcome inevitable hurdles that are within control, or only with influencing, to tackle objectives and goals with a longer time frame.
· High level of emotional maturity and personal integrity. 
· Ability to effectively prioritise and execute tasks, while under pressure.  Recognise and respond to urgency.
· Demonstrate initiative, exercises good judgment, and can achieve results. 
· Calm in the face of adversity or challenge. 
· Committed to improving patient safety, quality of clinical care and reducing clinical error. 
· Energetic, enthusiastic, and passionate for the role.
· Service Orientated and always accountable. 
· Respectful, compassionate and empathetic.
· Willingness to go the extra mile for the client, and the team.
· Be an active & clear communicator. 
· Willingness to share your knowledge.
· Work in and build rapport with teams across multiple departments and vendors as required by the works at hand.
· Be responsive and contactable.




Document Control
	Date Developed:
	Date Last Reviewed:
	Developed and Reviewed By (Position Title): 

	2025-03-11
	2025-03-25
	Unified Communications Manager 



8. Employee Position Declaration
I have read and understand the requirements and expectations of the above Position Description.  I agree that I have the physical ability to fulfil the inherent physical requirements of the position, and accept my role in fulfilling the Key Accountabilities.  I understand that the information and statements in this position description are intended to reflect a general overview of the responsibilities and are not to be interpreted as being all-inclusive.
	Employee Signature:
	


	Print Name:
	Date:
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